Y\ Jy TITLE OF THE INVENTION 

METHOD, SYSTEM AND COMPUTER PROGRAM PRODUCT FOR 
PROVIDING BACKUP DATA FOR USE IN STUDYING CLAIMS 
BACKGROUND OF THE INVENTION 
5 1. Field of the Invention 

A method, system and computer program product for 
providing backup data for use in a work of studying a 
measure against claims using a remote maintenance 
system. 

10 2. Description of the Related Art 

To improve the efficiency of maintenance services, 
a remote maintenance system has been constructed, in 
which a user's product and a server of a maintenance 
center are connected via a network and the user's 

15 product is subjected to suitable maintenance by remote 

control from the maintenance center. 

In such a system, a user's product to be subjected 
to maintenance incorporates a communication device such 
as a modem, and the user's product and a server of a 

20 maintenance center are connected through a network, for 

example, the Internet or a private line. 

When trouble occurs in the user's product, a claim 
is reported to a section which considers solution of 
claims, for example, a claim countermeasure department, 

25 to eliminate the trouble, and solution of the claim is 

studied. In the study, not only the state of trouble, 
but also various backup data representing the usage 



state and usage condition of the product, in which the 
trouble occurs, are required. 

However, in general, since the report to the claim 
countermeasure department is not sufficient for backup 
data necessary to study solution, necessary backup data 
must be additionally collected. Moreover, if backup 
data of the same model of another user, which does not 
malfunctions but normally functions, is used in the 
study, more reliable solution can be worked out. 

Therefore, there is a need for a method and 
system, in which, when a claim is reported, contents of 
the claim are checked and necessary items as backup 
data are chosen, and a user's product is accessed by 
means of a network or a remote maintenance system, 
thereby acquiring necessary backup data. 

There is also a need for a method and system, 
which analyze the attained backup data. 

BRIEF SUMMARY OF THE INVENTION 

According to an aspect of the present invention, a 
method for providing backup data utilizing a remote 
maintenance system acquires claim information and 
generates a necessary backup data item from the claim 
information. Further, it accesses a product of a user 
through a network and acquires information 
corresponding to the backup data item from the product 
of the user. 
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BRIEF DESCRIPTION OF THE SEVERAL VIEWS OF THE DRAWING 
The accompanying drawings, which are incorporated 
in and comprise a part of the specification, illustrate 
presently embodiments of the invention, and together 
5 with the general description given above and detailed 

description of the embodiments given below, serve to 
explain the principles of the invention. 

FIG. 1 is a block diagram for explaining the 
overall configuration of a remote maintenance system 
10 according to a first embodiment of the present 

invention; 

FIG. 2 is a structural diagram of a server used in 
the embodiment ; 

FIG. 3 is a flowchart showing an operation of 
15 supporting a change in hardware in the first 

embodiment; 

FIG. 4 shows an example of a backup data item 
table; and 

FIG. 5 is a flowchart showing an operation of 
20 supporting a change in hardware in a second embodiment. 

DETAILED DESCRIPTION OF THE INVENTION 
Embodiments of the present invention will now be 
described with reference to the drawings. 
(First Embodiment) 
25 FIG. 1 is a block diagram for explaining the 

overall configuration of a remote maintenance system 
according to a first embodiment of the present 
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invention.. A server 11 of a maintenance center, which 
exercises control over product maintenance, is 
connected to each product 12 used by users via a 
network 13. The network 13 may be a private line 
5 managed by the maintenance center and only used by 

subscribed users. Alternatively, it may be a line that 
can be used by anybody, such as the Internet. 

FIG. 2 is a structural diagram of a server 11 used 
in the embodiment. The server 11 comprises a CPU 21, a 

10 memory 22, an input device 23, a network interface 24, 

an output device 25, an intracompany LAN interface 2 6 
and a system bus 27. 

The memory 22 is a flash memory card including a 
flash memory card drive, a hard disk including a hard 

15 disk drive, a ROM, a RAM, or the like. The input 

device 23 is a keyboard, a mouse, or the like. The 
network interface 24 is connected to the network server 
13, such as the Internet or the private line, i.e., a 
communication path to the outside of the server 11. 

20 The output device 25 is a display or the like. The 

intracompany LAN interface 26 is connected to another 
system or a printer in the maintenance center which 
uses the server 11, or an external system which uses 
information collected by the server 11. These are 

25 connected to one another by the system bus 27. 

FIG. 3 is a flowchart showing an operation of 
providing backup data utilizing a remote maintenance 



system in the first embodiment. It is premised that 
the product of the user incorporates a communication 
device such as a modem, and is connected to the server 
11 of the maintenance center via the network 13, such 
as the Internet or a private line. 

Further, the memory 22 of the server 11 prestores 
a backup data item table 31. The backup data items are 
information items necessary for studying measures to 
resolve claims. For example, if the product which is 
the object of a claim is a copying machine, the 
following are representative backup data items: the 
number of copies; the number of copies in each paper 
feed stage; the image concentration measurement value; 
the exposure set value; the automatic concentration 
adjustment set value; the drum charge adjustment set 
value; the network environment, etc. The backup data 
table shows in a matrix what items of the backup data 
is necessary for a content of the claim. 

FIG. 4 shows an example of a backup data item 
table 31. In this example, the product which is the 
object of claim is a copying machine. The claim types 
A, B, C, ... are arranged in the column direction. The 
backup data items of the number of copies, the number 
of copies in each paper feed stage, the image 
concentration set value, the exposure set value, . . . 
are arranged in the row direction. In the claim type 
A, the number of copies and the number of copies in 
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each paper feed stage of the backup data items are 
marked with circles. This indicates that two backup 
data items of the number of copies and the number of 
copies in each paper feed stage are necessary for the 
5 claim type A. 

In a step Sll, the server 11 acquires claim 
information through the intracompany LAN interface 26. 
The claim information includes contents of the claim, 
i.e., the state of trouble, the model of the product 

10 which is the object of claim, etc. The server 11 may 

acquire the information as data through the 
intracompany LAN interface 26, or acquire it as data 
through the network 13 via the network interface 24 
from the outside of the server 11. Alternatively, 

15 the server 11 may acquire the information by input of 

claim information through the input device 23 into the 
server 11. 

In a step S12, the server 11 generates backup data 
items from the acquired claim information. The CPU 21 

20 of the server 11 reads the backup data item table 31 

from the memory 22, and performs matching with the 
acquired claim information. If the acquired claim 
information includes claim type information, a backup 
data item can be generated by specifying the backup 

25 data item based on the corresponding claim type in the 

backup data item table 31. If the acquired claim 
information does not include claim type information, 
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the CPU 21 of the server 11 may have a structure of 
analyzing the contents of the claim and choosing a 
suitable claim type from the table 31. 

In a step S13, the server 11 accesses the product 
5 12 of the user from the network interface 24 through 

the network 13, and acquires backup data from the 
product of the user. The backup data can be acquired 
from: 1. the product of the user which is the object of 
claim; 2. a product of another user of the same model 
10 as that of the object of claim; and both 1 and 2. The 

case 1 is a case where it is necessary to acquire the 
backup data from the product which is the object of 
claim itself included in the claim information. On the 
other hand, the case 2 is a case where it is necessary 
15 to acquire the backup data of another user, functioning 

normally, of the same model as that of the product 
which is the object of claim. By comparing the backup 
data of the product in which trouble occurs and the 
backup data of the normally functioning product, a 
20 measure against the claim can be worked out 

immediately, and an accurate measure can be obtained. 

In a step S14, the information corresponding to 
the backup data items acquired by the step 13 is 
notified to the equipment owned by the person in charge 
25 of measures against claims. The information is 

notified as data to the equipment owned by the person 
in charge of the measures against claims through the 



intracompany LAN interface 26 of the server 11. It may 
be notified to the outside from the server 11 through 
the network 13 via the network interface 24. 
Alternatively, the information may be output through 
the output device 25 of the server 11, so that it can 
be notified to the claim countermeasure department by 
facsimile or mail. 

(Second Embodiment) 

This embodiment is a modification of the first 
embodiment. FIG. 5 is a flowchart showing an operation 
of providing backup data utilizing a remote maintenance 
system of this embodiment. The preconditions of the 
first embodiment also apply to this embodiment. The 
same symbols as those used in FIG. 3 are assigned to 
the portions in common with the first embodiment. 
Detailed descriptions of the step Sll to the step S14, 
in common with the first embodiment, will be omitted. 
This embodiment is different from the first embodiment 
in that a step S21 is inserted between the step S13 and 
the step S14. 

After the step S13, in the step S21, the backup 
data acquired in the step S13 is analyzed. The 
information to be analyzed is the information acquired 
from the product of another user of the same model as 
that of the product which is the object of claim. Data 
is analyzed item by item of the backup data based on 
the information. For example, if the item of the 
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backup data is the number of copies, the number of 
copies in the acquired information is collected and the 
average number of copies of all products is calculated, 
or the maximum number of copies or the minimum number 
5 of copies is extracted. By comparing the analyzed data 

and the backup data of the product in which the trouble 
occurs, the usage state of the product in which the 
trouble occurs can be compared with that of the 
normally functioning product. 
10 After the step S21, the step S14 follows. 

FIGS. 3 and 4 are flowcharts of the method and the 
system according to the embodiments of the invention. 
Each block of the flowchart and combinations of blocks 
in the flowcharts can be implemented by computer 
15 program instructions. These computer program 

instructions may be loaded onto a computer or other 
programmable apparatus to produce a machine. These 
computer program instructions may also be stored in a 
computer-readable memory which can direct a computer or 
20 other programmable apparatus to function in a 

particular manner. The computer program instructions 
may also be loaded onto a computer or other 
programmable apparatus to cause a series of operational 
steps to be performed on the computer or other 
25 programmable apparatus to produce a computer 

implemented process. 

An optical disk such as a CD-ROM, a 
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magneto-optical disk such as an MO, or a semiconductor 
memory may be a concrete example of the computer- 
readable memory. 

Additional advantages and modifications will 
5 readily occur to those skilled in the art. Therefore, 

the invention in its broader aspects is not limited to 
the specific details and representative embodiments 
shown and described herein. Accordingly, various 
modifications may be made without departing from the 
10 spirit or scope of the general inventive concept as 

defined by the appended claims and their equivalents. 



